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JOB DESCRIPTION
	JOB TITLE
	Customer Interaction Team Lead

	GRADE
	PO2

	REPORTING TO
	Customer Interaction Delivery Manager

	JD REF
	CS&CE0053P


PURPOSE
Lead a team of Customer Service operatives providing supervision and support in the provision of information, advice, guidance and complaint resolution and monitoring, focused on those who cannot self-access council services, whilst continuing to oversee routine channels of contact including telephone, face-to-face, web chat and video. The team to be managed specifically focus on supporting residents in relation to revenues and benefits services.  Combined with supporting in policy development and procedures for Customer Feedback, Complaints and Ombudsman enquiries the role will also contribute to the roll out of emerging technologies to support the service provision and service users.
Main duties and responsibilities
· Oversee the provision of information, advice, guidance and customer feedback monitoring delivered by the customer service staff, focused on council services and targeted at those customers who are unable to use alternative delivery channels such as self-service.
· Adopt a ‘right first time’ approach, viewing customer needs holistically and promoting customer independence.
· Support a cross-service provision, including communication of legislative and procedural changes to staff, mentoring in the use of relevant IT systems and referring to and liaising with relevant stakeholders as required.
· Responsible for the supervision of the Customer Service Advisers and Customer Service Assistant roles including performance/absence management and appraisal (or similar process) as required.
· Responsible for planning, monitoring and organising work and the provision of an escalation route for queries/complaints from staff, and where possible, to resolve first stage customer complaints.
· Whilst operating within a performance framework, undertake a qualitative role to ensure service delivery standards are met Identifying training and development needs as appropriate.
· Liaise with and support the Delivery Manager on all aspects of service delivery, staffing and development and support the Delivery Manager on all aspects of building related issues and equipment deployment.
· Responsible for requisitioning goods via Procurement and liaising with external suppliers as necessary.
· Responsible for implementing and supporting the roll out of new systems and technologies to assist the customer and service provision.
· Undertake regular liaison with key stakeholders to ensure that service provision is meeting expected levels and work through required changes.
· Contribute and assist in the strategic development of the service, including assisting in the promotion and implementation of the operational aspects of the Business Plans. 
· Make operational decisions regarding the deployment of resources to maintain an effective daily operation.
· Participate as a service representative in service engagement and consultant exercises.
· Devise, consult and implement service policies and procedures.
[bookmark: _Hlk80364490]Role specific knowledge, experience and skills
Qualifications
· ILM Level 4 or equivalent or a willingness to work towards the qualification or considerable experience of operating at a similar level to this role within a public sector environment
Desirable
· Knowledge of revenues and benefits services, including Housing Benefit, Council Tax and Council Tax Support, business rates, means tested assessment for care and hardship payments and means tests for emergency support payments and sundry debt.
· Customer Services qualification or working towards equivalent qualification.
· Supervisory or management qualification.

Experience
· Proven experience of working in a demanding customer service role dealing with the public on a day-to-day basis.
· Experience of working within a team, supporting colleagues by sharing knowledge to optimise the level of service delivered to a customer.
· Proven experience of complaint resolution.
· Evidence of participating in and embracing new and innovative ways of working in a changing environment.
· Proven experience of mentoring and coaching staff.
· Evidence of using initiative to act in both a proactive and reactive manner to address service requirements/concerns
Desirable
· Ability to demonstrate leadership skills.
· Experience of leading a team


Knowledge and skills
· Ability to demonstrate commitment and enthusiasm to the provision of a high-quality customer-oriented service.
· Competent in working with and utilising ICT systems with the ability to process information from multiple databases to generate solutions on customer’s behalf.
· An understanding of Telephony systems at an operational level.
· Ability to communicate effectively with colleagues/other agencies and customers.
· Excellent interpersonal skills and ability to be an empathetic listener with proven negotiation and influencing skills.
· Good organisational skills.
· The ability to work unsupervised and show initiative.
· The ability to diffuse and resolve difficult situations.
· Understanding of confidentiality requirements including data security.
· Knowledge and understanding of the use of Video technology and associated packages to facilitate the provision of the service to customers.
· An understanding and ability to utilise resource planning software to support the deployment of staff and equipment for the provision of the service.
Desirable
· Knowledge of assimilating new processes, procedures and policy and using them in the workplace.
· Local community knowledge.
· Knowledge and experience of working in a local government legislative and transactional environment.
· Knowledge of the workings of the LGSCO service.
· Knowledge of the Blue Badge Scheme.

Special Requirements
· Current driving licence.
ADDITIONAL INFORMATION
· Ability to travel across the Borough and work from various locations. 
· Work hybrid, with a flexible working approach to accommodate service needs.
· On occasion, able to work outside traditional hours, of a weekend and evening as required, adopting a flexible working approach in response to business requirements.
· 
Health & Safety Considerations: 
· Work with VDUs (Video Display Unit) (>5hrs per week)
· Lone Working
· Exposure to persons with challenging or aggressive behaviour

Approved By: Fergus Adams Head of Customer Experience and Delivery 
Date Of Approval: 09/12/2025
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